ATTACHMENT RSK 5-1p 1 of 1

revision 2 - April 12 2012)

2009

2010 2011 2012
Time of Call NORMAL BUS HOURS AFTER HOURS WEEKEND & HOLIDAY NORMAL BUS HOURS AFTER HOURS WEEKEND/HOLDAY
'WEEKEND/HOLIDAY HOURS NORMAL BUS HOURS AFTER HOURS WEEKEND/HOLIDAY HOURS NORMAL BUS HOURS AFTER HOURS HOURS
MONTH GOAL _[ACTUAL _|DIFF._|GOAL ACTUAL [DIFF. GOAL ACTUAL | DIFF. GOAL ACTUAL _|DIFF. GOAL ACTUAL | DIFF. GOAL | ACTUAL | oifr. (GOAL [ACTUAL _|DIFF. GOAL ACTUAL |DIFF._ [GOAL [acTUAL [oIFF. | GOAL_|ACTUAL|DIFF. _|GOAL _|ACTUAL|DIFF. _[GOAL [ACTUAL|DIFF. _|
Plus 60 Min 22| 1 v 0 0 0 7|3 0 0 0 1 0| 0
60 Minutes | 83 41 -19]| 24 1 Y 19 3l Y 34 0 Y 10 1 Y 24 8 Y 66 2 Y 38 1 Y 32 1 60| 3| Y |16 0 Y|[10] 0 Y
January |45 Minutes | 77 120-47| 22 7] Y 17 3| Y 32 2 (Y 9 5 Y 22 8 ) | 61 7 Y 34 7 Y 29 13 56 78| Y | 15 (B8 Y 9 3 Y
30 Minutes | 71 48| -23| 20 16 |0 15 14| 29 33 Y 8 4 4 | 20 qial 56 59 Y 32 32 Y 26 20 5151 Y |14]14]| Y 8 8 m
Sub total 86 25 20 131 35 10 26 71 68 34 62 17 11 90
Plus 60 Min 0 1 Y 0 0 0 0 0 3 0 0 0
60 Minutes | 49 0| Y 21 o Y 14 2| Y 40 0 Y 14 1 15 2 Y 73 0 Y 36 4 39| 3] VY |12 0 Y| 11 1 Y
February (45 Minutes | 46 6 Y| 19 5 Y 13 5 Y 37 3 Y 13 | 4 13 [ 5 | Y 68 9 Y 33 12 36 (2Rl Y | 1 Bl Y | 1o AN v
30 Minutes | 42 45| Y | 18 16 11 3@ 34 38 Y 12 |0 12.2 [l @ 62 | 66 Y 30 14 338 | Y[10[| 1] Y| 9|7
Sub total 51 22 15 88 41 15 16 72 75 33 40 13 12 65
Plus 60 Min i 0 0 0 0 0 0 0 0 0
60 Minutes | 58 0 Y 22 2 Y 19 50 il Y 19 4 9 1 Y 67 0 Y: 18 0 hd 12 3 33| 1 Y|[15] 0 Y | 17 |0 Y
March |45 Minutes | 54 9 Y 20 4 Y 1% 47 1 Y 17 4 8 6 Y 62 5 Y 16 1 Y 11 5 31| 4 Y | 14| 3 Y |[15]10]| Y
30 Minutes | 49 50 Y 18 170 . 15 43 50 Y 16 Wi 8 3 | 57 64 Y 15 18 Y 10 5 28129 Y | 13[13] Y | 14| 8 [ -6
Sub total 60 23 52 20 10 82 69 19 13 34 16 18 68
Plus 60 Min 0 0 il 0 0 0 0 0 0 0 0 0
60 Minutes | 33 1 Y 11, 0 Y 7 1 |=1 50 0 Y 21 1 Y 18 4 Y 55 1 Y 19 2 hA | 13 1 0 0 0
April 45 Minutes | 31 5 Y 10 7 Y 6 1 = 47 6 Y 19 3 Y 16 6 51 3 Y 17 3 Y 12 6 0 0 0
30 Minutes | 28 28 Y 10 5 i3 5 4 |1 43 46 ¥ 18 18 Y 14 9 47 53 Y 16 15 | 1" i 0 0 0
Sub total 34 12 7 53 52 22 19 93 57 20 14 91 0 0 0 0
Plus 60 Min 0 0 1 0 0 0 0 0 0 0 0 0
60 Minutes | 49 0 Y 23 0 Y 13 1 Y 28 1 Y 14 0 Y 13 4 Y 35 0 Y 17 0 i 11 0 Y 0 0 0
May 45 Minutes | 45 4 Y 21 3 Y 12 6 |Y 26 4 Y 13 5 Y 12 3 |2 32 5 Y 15 2 X 10 5 Y 0 0 0
30 Minutes | 41 46 Y 19 21 Y 11 6 24 24 Y 12 10 | 1 7 q 30 31 Y 14 16 Y 9.1 7 0 0 0
Sub total 50 24 14 88 29 15 14 58 36 18 12 66 0 0 0 0
Plus 60 Min 0 0 0 0 0 0 0 0 0 0 0 0
60 Minutes | 55 0 Y 12 0 Y 10 3 |Y 49 0 Y- 15 0 Y 8 0 0% 55 0 Y 25 1 Y 13 2] Y 0 0 0
June |45 Minutes | 51 6 Y 11 3 Y 9 1 |- 45 2 ¥ 14 4 ¥ 8 5 -3 51 3 Y 22 3 Y 12 4 ¥ 0 0 0
30Minutes | 47 | 51 | Y | 10 [ 10 Y | 8 [ 7 |4 41 | 48 Y [ 13 [T92 ‘m 7 4 47 [ 54 | Y 21 [2 [ Y| 11 [ 8 0 0 0
Sub total 57 13 11 81 50 16 9 75 57 26 14 97 0 0 0 0
Plus 60 Min 0 0 0 0 0 1 0 0 il 0 0 0
60 Minutes | 49 0 Y 16 1 Y 6 3|y 40 0 ¥ 14 2 Y 9.4 4 | -1 50 1 Y 15 0 ¥ 8.5 3 |Esis 0 0 0
July 45 Minutes | 45 3 Y 15 4 Y: 5 3 |2} 37 1 Y 13 1 Y 8.4 3 |4 47 3 Y 14 4 Y 8 2 | 8 0 0 0
30 Minutes | 41 47 Y 14 12 - 5 0 |5 34 40 Y 12 12 Y 7.6 2 ] 43 48 Y 13 12 N 7 3 | 4| 0 0 0
Sub total 50 17 6 73 41 15 10 66 52 16 |Y 9 77 0 0 0 0
Plus 60 Min 0 0 0 0 0 0 0 0 0 0 0 0
60 Minutes | 23 1 Y 11 1 Y 7 Ol Y 56 1 Y 15 0 Y 8 5 50 0 Y 16 0 Y 13 2 0 0 0
August [ssMinutes | 22 | 2 | Y | 10 | 2 Y 6 3 K3 52 4 Y 14 | 8 Y 7 2 47 3 Y 15 5| Y | 12 | 3 0 0 0
30Minutes | 20 | 21 | Y | 10 L@L 5 4 48 | 53 Y 13 [ 13 M 6 | 1 43 | 49 | VY 14| 12 1 | 9 0 0 0
Sub total 24 12 {73 43 58 16 8 52 17 14 0 0 0 0
Plus 60 Min 0 1 Y 0 1 0 0 0 Y 0 0 0 0
60 Minutes | 46 1 Y 21 1 Y 25 4 | Y 55 1 X 13 1 Y 11 1 X 63 4 Y 20 1 Y 18 3 Y 0 0 0
September|4s Minutes | 42 | 4 | Y | 19 | 7 Y 23 (Sl Y 51 9 Y 12 2 Y 03| Y 59 12 Y 18 5| Y| 16| 6]Y 0 0 0
30 Minutes | 39 42 Y 18 13 21 15 i 47 46 . 1 11 | B ©° 8 53 49 -4 17 15 | = 14 10 0 0 0
Sub total 47 22 27 96 57 14 12 83 65 21 19 105 0 0 0 0
Plus 60 Min 0 i Y 0 2 0 0 0 0 0 0 0 0
60 Minutes | 66 0 Y 18 2 X 11 o Y 76 5 ¥ 18 0 Y 20 0 Y 88 0 ¥ 38 3 ¥ 23 2 Y 0 0 0
October |45 Minutes | 61 5 Y 16 6 13 10 4 | Y 70 6 ¥ 16 1 Y 18 1Y 82 10 X 34 11 Y 20 13 Y 0 0 0
30 Minutes | 56 63 Y 15 10 |=SE 9 8 |-1| 64 65 Y 15 18 Y 16 10 5| 75 81 Y 32 26 i 18 9 0 0 0
Sub total 68 19 12 99 78 19 21 118 91 40 24 155 0 0 0 0
Plus 60 Min 0 0 0 0 0 0 0 0 0 0 0 0
60 Minutes | 28 0 ¥ 7 0 Y 12 S| Y 48 3 Y 17 0 Y 28 9 Y 97 1 hid 32 0 Y 43 6 Y 0 0 0
November |45 Minutes | 26 3 Y 6 2 Y 11 3 44 4 Y 15 5 Y 25 5 90 9 Y 29 9 Y 39 13 | Y 0 0 0
30 Minutes | 24 26 Y 6 5 10 7 | -8 40 42 Y 14 13 23 16 82 S0 Y 27.2 25 3| 35 27 e 0 0 0
Sub total 29 7 13 49 49 18 30 97 100 34 46 180 0 0 0 0
Plus 60 Min 0 i i Y 0 0 1 0 0 0 0 0 0
60 Minutes | 45 0 Y 35 1 Y 22 1 Y 74 1 hd 19 1 b 30 () ¥ 66 1 Y 21 1 Y 19 1 Y 0 0 0
December |45 Minutes | 41 5 Y 32 12 Y 19 (N Y 68 8 ¥ 17 3 Y 27 11 | =2 61 5 Y. 19 7 Y 17 9 X 0 0 0
30 Minutes | 38 41 Y 30 23 | -7 | 17 10 | =7 62 67 hd 16 16 hd 24 14 | =10 56 62 Y 18 14 | 15 10 % 0 0 0
Sub total 46 37 23 106 76 20 32 128 68 22 20 110 0 0 0 0
YEAR 602 233 | | 175 618 200 207 790 311 | | 252 136 46 41
1010 1025 1353 223
[I] yellow represents those calls in which 60 minutes or more were recorded as response time
red represents the number of calls each month that were missed that would have allowed the Company to achieve its goal for that Category
green highlights the actual calls that came in during After Hours or Weekend/Holidays for 2009, 2010, 2011, 2012 %’ !G ? \%AL
- K1 B 3 % i
Missed Calls |NHPUL. Case o LG _y/-/Tle
Norm After Weekend Total | ks ; 2
2009 -23 -32 -46  -100 Exhibit No._£/2 N
2010 -1 7 -85  -103 . 5 g
2011 -4 19 78 -101 Witness._ A-andal / Z/LQ@)E{Q
201200 -0 0 S
RESULTS OF ACTUAL CALLS =
2009 | 2010 | 2011
Normal After Hours Weekends | Normal After Hours Weekends Normal After Hours Weekends
YEARLY 60
Minutes 7 9 24 13 11 42 10 11 28
YEARLY 45| 579 228 171 2 200 204 3 311 248
LT 57284 219 |52 147 98 2 goz [—50 189 |40 162 |58 © 780 |- 300 |85 220 |21
YEARLY 30
Minutes 508 157 94 552 149 94 706 234 129
813 824 1088
PROPOSED PERFORMANCE GOALS REQUIRED MEASURED AGAINST HISTORICAL CALLS
2009 2010 2011 PROPOSED DG 11-196 |
Normal After Hours Weekends I Normal After Hours Weekends l Normal After Hours Weekends MIN  Normal |After Hourg Weekendj
:\(nliirﬁi':{el;Y o & & & 3 < ot # ¥ $ 60 98% 97% 96%
LiErﬁJZLsY 4° 2 226 _ | 168 ¥ 3 | 194 | 199 % 3 | 302 | 242 a | 93% | 88% | 6%
YEARLY 30 560 20575 == 151 575 176 ——i 178 — 735 274 ——i 217 " N
Minutes 524 MONq ONE 538 NONq NONE 687 NONq ONE 50| 87% NONE | NONE 80%
808 | 820 | 1082 |
DG 08 048 PERFORMANCE GOALS REQUIRED MEASURED AGAINST HISTORICAL CALLS
2009 2010 2011 DG 08-048
Normal After Hours | Weekends I Normal After Hours Weekends | Normal After Hours Weekends MIN  Normal |After Hours Weekends
I«iﬁg . = Y ) % = = % % = 60 97% 95% 94%
N I 221 _ | 165 2 3 | 190 | 195 % 2 | 295 k237, 2 | 0% | s6% | 84w
YEARLY 30 542 200 — 147 556 172 — 174 —— 711 267 — 212 —— N N
Minutes 494 140 133 507 160 157 648 249 192 30 82% 80% 76%
NONE NONE NONE




